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ABSTRAK 
 
 
NINDY OKTAVIANI. D1514071.”PROSEDUR PELAYANAN KOMPLAIN 
PELANGGAN PT. ROSALIA INDAH TRANSPORT DI KARANGANYAR”. 
Tugas Akhir. Program Studi Manajemen Administrasi. Program Diploma III. 
Fakultas Ilmu Sosial dan Ilmu Politik. Universitas Sebelas Maret Surakarta. 
Tahun 2017. 69 Halaman. 
 
Industri jasa transportasi semakin berkembang pesat seiring kemajuan 
teknologi komunikasi dan informasi, Dalam industri jasa transportasi hal yang paling 
utama yaitu kepuasan pelanggan atas pelayanan yang diberikan perusahaan, Sebab 
kepuasan pelanggan merupakan salah satu indikator kinerja perusahaan. Demikian 
halnya kepuasan bagi para pelanggan PT. Rosalia Indah Transport juga dipengaruhi 
oleh faktor pelayanan, khususnya pelayanan dalam hal komplain pelanggan. PT. 
Rosalia Indah Transport juga menetapkan Prosedur Pelayanan Komplain Pelanggan 
yang berfungsi untuk kepentingan pelanggan dan pelayanan pelanggan.  
Tujuan Pengamatan dalam penulisan ini adalah untuk mengetahui Prosedur 
Pelayanan Komplain Pelanggan PT. Rosalia Indah Transport Di Karanganyar. Jenis 
pengamatan dalam penulisan ini adalah pengamatan deskriptif kualitatif yaitu jenis 
pengamatan yang berusaha menggambarkan keadaan atau fenomena sosial tertentu 
yang memaparkan, menafsirkan, dan menganalisa data yang ada. Sumber data dalam 
pengamatan ini adalah wawancara dengan Staff Layanan Komplain, Observasi 
berperan aktif yaitu selama melakukan kegiatan magang di PT. Rosalia Indah 
Transport , arsip dan dokumen Prosedur Pelayanan Komplain Pelanggan PT. Rosalia 
Indah Transport. 
Berdasarkan hasil pengamatan dapat diketahui bahwa pelanggan PT. Rosalian 
Indah Transport dapat menyampaikan komplain ketidakpuasn terhadap pelayanan 
perusahaan dengan berbagai media yang telah disediakan perusahaan seperti SMS, 
Hotline, Email, Surat, Layanan Agen, Kotak Pengaduan maupun datang langsung ke 
kantor pusat PT. Rosalia Indah Transport. Setelah menerima laporan-laporan 
komplain pelanggan tersebut, maka selanjutnya komplain akan ditindaklanjuti sesuai 
dengan prosedur yang telah ditetapkan. 
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ABSTRACT 
 
Nindy Oktaviani. D1514071. “The Procedure of Customer Complaint Service in 
PT. Rosalia Indah Transport in Karanganyar”. Final Project. Administrative 
Management Study Program. Undergraduate Program. Social and Political 
Sciences Faculty. Surakarta Sebelas Maret University. 2017. 69 pages.  
 
Transportation service industry develops more rapidly with the advance of 
information and communication technology. The most important thing in 
transportation service industry is customer satisfaction with the service the company 
provides, because the customer satisfaction is one indicator of company performance. 
Similarly, the satisfaction of PT. Rosalia Indah Transport customers is also affected 
by service factor, particularly the customer complaint service in which PT. Rosalia 
Indah Transport also specifies the Procedure of customer complaint service intended 
to cater to the customer interest and customer service. 
The objective of research was to find out the procedure of customer complaint 
service in PT. Rosalia Indah Transport in Karanganyar. This study was a descriptive 
qualitative research, the one trying to describe a certain social condition or 
phenomenon explaining, interpreting, and analyzing the existing data. The data 
source of research derived from the result of interview with Complaint Service Staff, 
Active Participatory Observation during the on-the-job training activity in PT. 
Rosalia Indah Transport, archive and document of the procedure of customer 
complaint service in PT. Rosalia Indah Transport.  
Considering the result of research, it could be found that the customers of PT. 
Rosalia Indah Transport could convey their dissatisfaction complaint against the 
company’s service using various media the company has provided such as SMS, 
Hotline, Email, Mail, Agent Service, Grievance Box and by coming directly to the 
Central Office of PT. Rosalia Indah Transport. Those customer complaint reports 
received would be followed up corresponding to the specified procedure. 
 
Keywords: Procedure, Service, Customer Complaint   
 
